ABSTRACT BACKGROUND: A hospital, community health center, doctor's clinic, cannot survive without retaining patients. Otherwise it will rifle through new patients until no more exist nearby. As evidence from the US has shown, the average practice loses 50% of its patient base every five years. It costs 5 to 10 times as much money to secure a new patient than to retain an existing one. Retaining customers therefore is beneficial in the short and long run. This study aimed to investigate how patient saticfaction affects propensity to return, i.e. loyalty. SUBJECT AND METHODS: This was a cross sectional study conducted in Kediri district, East Java. A sample of 157 patients who were not entitled for the National Health Insurance (Jaminan Kesehatan Nasional) scheme in Kediri, East Java, was selected by random sampling. The dependent variable was propensity to return (loyalty). The independent variable was satisfaction. The data was analyzed using Odds Ratio (OR) and ChiSquare. RESULT: There was a very strong and statiscally significant link between saticfaction and loyalty. Patients who were satisfied with the health care provided were 104 times as many to return than those who were not satisfied (OR=103.90; 95%CI= 28.74 to 375.40; p<0.001).
